Course Title: Public Relations and Customer Care
Course Introduction:

Building and maintaining a positive public image is vital for every organization. This course on Public
Relations and Customer Care is designed to provide you with the skills and knowledge to effectively
manage an organization’s public perception, foster strong relationships with customers, and handle any
issues with professionalism and care. Through practical exercises, case studies, and strategic insights,
you’ll learn how to craft messages, manage communications, and deliver outstanding customer service
that builds trust and loyalty.

What You'll Learn:

1. Fundamentals of Public Relations (PR): Understand the core principles of PR, including how to
shape public perception, manage brand reputation, and communicate effectively across
multiple platforms.

2. Customer Care Essentials: Learn best practices for delivering exceptional customer service,
handling inquiries, resolving complaints, and creating a customer-centric culture.

3. Crisis Management and Conflict Resolution: Explore strategies for handling public relations
crises and customer complaints, learning to maintain calm, clear, and positive communication.

4. Building a Customer-Centric Strategy: Develop skills for aligning PR and customer care with the
overall business goals to create lasting and positive customer experiences.

5. Effective Communication and Relationship-Building: Learn communication strategies for
engaging with diverse audiences, building strong customer relationships, and utilizing feedback
for continuous improvement.

Target Audience:
This course is ideal for:

¢ PR and Communications Professionals looking to enhance their skills in customer relations and
brand management.

e Customer Service Representatives seeking to improve customer satisfaction and conflict
resolution skills.

e Business Owners and Managers interested in developing customer loyalty and building a
positive brand image.

e Students and Individuals interested in pursuing careers in public relations, customer service, or
corporate communications.

By the end of this course, you’ll be equipped to manage customer interactions professionally, handle PR
crises effectively, and foster a strong, positive brand reputation.



Course Title: Public Relations and Customer Care
Module 1: Introduction to Public Relations and Brand Reputation

e Overview: This module covers the basics of public relations, including key concepts, tools, and
strategies for managing an organization’s image. You’ll learn how to create positive perceptions,
maintain brand integrity, and engage with stakeholders effectively.

e Topics Covered:
o Introduction to Public Relations and Brand Image
o Core PR Concepts and Key Strategies
o Media Relations and Press Releases
o Managing Online Reputation and Social Media Presence
e Learning Outcomes:
o Understand foundational principles of PR and brand reputation.
o Develop and distribute effective PR messages.
o Build and maintain a positive brand image across various platforms.
Module 2: Customer Service Excellence and Effective Communication

e Overview: This module focuses on the essentials of customer care, including methods for
delivering exceptional service, creating customer loyalty, and handling inquiries and complaints
with professionalism.

e Topics Covered:
o Fundamentals of Customer Service and Care
o Building Customer Relationships and Loyalty
o Communication Techniques for Customer Interaction
o Handling Complaints and Customer Satisfaction
e Learning Outcomes:
o Deliver high-quality customer service that builds trust and loyalty.
o Apply effective communication techniques to engage with customers.
o Develop strategies for resolving customer complaints and maintaining satisfaction.
Module 3: Crisis Communication and Conflict Resolution

e Overview: This module explores best practices for managing crises in public relations and
handling customer-related conflicts. You'll learn to maintain composure, communicate
transparently, and protect brand reputation during challenging situations.



e Topics Covered:
o Crisis Communication Planning and Execution
o Conflict Resolution in Customer Care
o Managing PR Crises and Brand Damage Control
o Case Studies in Crisis and Conflict Management
e Learning Outcomes:
o Develop crisis communication plans to manage PR challenges.
o Resolve conflicts and complaints with professionalism.
o Protect and restore brand reputation during crises.

These modules provide a comprehensive foundation for mastering public relations and customer care,
preparing you to maintain strong customer relationships and manage any reputational challenges
effectively.



